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Abstract

Service quality perception is importance for nursing service management. Purpose of
this study was to determine service quality from service expectation, service perception and
discrepancy between service expectation and perception of clients of Mueang Primary Care Unit
Phichit Hospital. The 149 subjects were chosen purposively from those who are visited at the
primary care unit. The research instrument used in this study was a questionnaire developed by
the investigator based on conceptual framework of Parasuraman and others. This questionnaire
consisted of two parts : demographic data, and the expected and perceived service. Content
validity was assured by two experts. Intérnal consistency reliability using Cronbach & alpha
cocffictent was Data were analyzed by descriptive statistic. The major results show as follows.

1. Service expectation level overall for the five dimensions was at high level ( X =
4.03, 8D = 0.65). The service quality expectation along ¢ach of the five dimensions were at high
level : in Assurance, Responsiveness, Empathy, Tangibility, and Reliability dimensions { X =

4.10,4.06, 4,05, 3.97, 3.96; SD = 0.70, 0.74, 0.65, 0.65, 0.69).



2. Service perception level overall for the five dimensions was at high level (i =
4.14; SD = 0.57). The service quality perception along each of the five dimensions were at high
level: in Assurance, Responsiveness, Empathy, Reliability, and Tangibility dimensions (_)E =
4.23,4.22,4.16, 4.08,4.01; SD = 0.65, 0.63, 0.62, 0.62, 0.61).

3. The discrepancy between of service expectation and perception in overall for the
five dimensions was found positively.

The results of this study can be used as suggestions to maintain service quality and

continue quality improvement.



